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Marketing Services Adoption in Retail & Consumer Product Goods (CPG) Global Business Services (GBS)

The past two-to-three years have experienced strong market activity in the 
retail and Consumer Product Goods (CPG) Global Business Services (GBS) 
space with both new GBS center setups and expansion of the existing ones

Introduction

The report is based on Everest Group’s ongoing interactions with GBS and 
parent enterprise stakeholders and the proprietary GBS database that is 
updated quarterly with new set-up activity, expansion/contraction of existing 
GBS centers, divestitures, and capability additions

Delivery of marketing services from retail and CPG GBS organizations has 
seen a sharp rise, especially post the onset of the COVID-19 pandemic, with 
GBS organizations stepping up support beyond traditional areas on the back 
of increased endorsement from the global enterprises

GBS centers are currently supporting their enterprises across several critical 
aspects of marketing services delivery, with some having evolved to strategic 
partners – leading enterprise-wide initiatives, driving digital agenda, 
innovation, having global ownership roles, etc.

This report provides insights into the current state of adoption of marketing 
services in leading retail and CPG GBS organizations at both offshore and 
nearshore locations
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Marketing services value chain
Many offshore/nearshore GBS centers provide a wide range of support across the marketing services value chain

Enabling Pillars

Data, analytics, & reporting Infrastructure servicesPlatforms & solutions 

Customer understanding Content & production Marketing operations Channel management Spend optimization

Market research planning UX strategy Loyalty strategy Channel selection Channel optimization

Customer journey mapping Experience design Multi-channel marketing

Marketing mix strategy Commerce design

Digital product strategy Branding Campaign design

User persona and empathy mapping Content strategy Cataloguing and curation

Content production Sales enablement Marketing spend effectiveness

Content localization & optimization Loyalty program execution Campaign execution Campaign optimization & support 

Content migration Social/Mobile command center Programmatic ad buying Campaign performance evaluation 

Content personalization Lead management Emerging channel activation Media measurement

UI and responsive design Marketing spend effectiveness

Creative audit, validation, and testing

Largely driven by tech activity Mix of tech/interactive and ops activities Largely driven by ops activity

Strategy &
Advisory

Planning

Activation
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